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Preface

In his book Power Tools, John Nirenberg asks: “Why are so many well-intended stu-
dents learning so much and yet able to apply so little in their personal and pro-
fessional lives?” Is it surprising that students cannot apply what they read and
develop skills when most textbooks continue to focus on concepts and reading
about them with examples, rather than take the next step to develop ability to
apply what students read and to develop skills using the concepts? Russ Ackoff,
Academy of Management Learning & Education, said we should be teaching students
to learn how to learn. Pfeffer and Sutton, The Knowing-Doing Gap, concluded that
the most important insight from their research is that knowledge that is actually
implemented is much more likely to be acquired from learning by doing than
from learning by reading, listing, or thinking. I wrote this book to give students the
opportunity to learn how to learn by doing through applying the concepts and developing
skills used in their personal and professional lLives.

I wrote the first edition back in 1988, prior to AACSB and SCANS called for
skill development and outcomes assessment, to help professors develop their
students’ ability to apply the concepts and develop organizational behavior/human
relations skills. Unlike competitors, I don’t just tell you about the concepts. With
networking, for instance—the way most people get jobs and promotions today—I
tell you step-by-step how to network and provide you with self-assessment exercises,
application exercises, skill development exercises, and often, videos. So rather than
simply knowing the concepts, you can actually develop skills.

But is the skills approach any good? This is the sixth edition, and each edition
has sold more copies. John Bigelow compared skills texts in his article “Manage-
rial Skills Texts: How Do They Stack Up?” in the Journal of Management Education,
and gave Human Relations in Organizations a top rating for a general OB course.
Reviewers continue to say it is the best “how to work with people” textbook. Although com-
peting texts now include exercises, reviewers continue to say that no competitor
offers the quality and quantity of application and skill-building material.

Integration with Flexibility

This book continues to have a balanced three-pronged approach:

* A clear, concise understanding of human relations/organizational behavior
(HR/OB) concepts (second to none);

* The application of HR/OB concepts for critical thinking in the business world
(there are seven types of applications, including video); and

¢ The development of HR/OB skills (there are six types of skill-building exercises,
including video).

In addition to this text and its supporting ancillary package to support these
distinct but integrated parts, this new edition includes tests to assess student per-
formance in all three areas. I wrote almost every application and skill exercise in
this text and Instructor’s Manual to ensure complete integration and a seamless
course experience.

The concepts, applications, and skill-building material are clearly identified
and delineated in this preface, text, and IM/test bank. Our package offers more
quality and quantity of application and skill-building material to allow professors

v
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to create their unique courses using only the features that will achieve their objec-
tives. Thus, it is the most flexible package on the market. Next is an explanation
of features to choose from for concepts, applications, and skill building.

Concepts

* Research-based and current. The book is based on research, not opinion. The sixth
edition has been completely updated. There are over 1,350 references, for an
average of 90 per chapter, 22 percent more references than the fifth edition. Of
the references, 76 percent are new, and around 90 percent are dated 2000 and
later, with earlier references primarily being classics, such as the motivation
(Maslow) and leadership (Fiedler) theories.

Comprehensive coverage. The text includes more topics than most competing texts.

* Systems orientation. The text is organized in two ways. First, the parts of the book
are based on the competency model of managerial education, building from
intrapersonal skills, to interpersonal skills, to leadership skills. Second, it also
follows the levels of behavior approach, going from individual, to group, to orga-
nizational levels of behavior. The systems effect is discussed throughout the
book. Cases from Chapters 2 through 15 have questions based on previous chap-
ters to integrate the concepts of multiple chapters.

* Recurring themes. Chapters 2 through 15 begin with a discussion of how the chap-
ter concepts affect behavior, human relations, and performance. Most chapters
include a discussion of how the concepts differ globally and in electronic orga-
nizations.

® Pedagogy. Each chapter contains the following: (1) Learning outcomes at the
beginning and in the body of the chapter where the objective can be met.
(2) Key terms at the beginning of each chapter and again at the end of the
Review. The key terms appear in boldface and are defined within the chapter in italic
so they are easy to find. (3) Chapter outlines. (4) Exhibits, some of which con-
tain multiple concepts or theories. See Exhibits 7-7, 8-7, 8-8, and 11-7, for
example. (5) Chapter Review. The unique feature of the Chapter Review is that
it is active. Students must fill in the blanks with the appropriate key terms in
one of three ways: from memory, from a list of key terms at the end of the
review, or from the key terms at the beginning of the chapter.

REVIEW

Select one or more methods: (1) fill in the missing key terms
from memory; (2) match the key terms from the end of the
review with their definitions below; and/or (3) copy the key terms
in order from the key terms at the beginning of the chapter.

As was clearly stated, human relations skills are very impor-

tant for success in organizations for the individual, group, and

organization as a whole. are inter-

actions among people, while the is

to create a win-win situation by satisfying employee

o Test Bank Assessment of Concepts. The test bank includes true-false and multiple-

choice questions for the concepts, including the key terms, presented in
each chapter. The test bank also includes the learning outcomes from each
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chapter, which can be used as short-answer questions to test concept under-
standing. The answers to the learning outcomes appear in the Instructor’s
Manual and test bank.

Applications

1. Opening Case. Each chapter opens with a case. Throughout the chapter, the
ways the text concepts apply to the case are presented so that students can
understand the application of the concepts to actual people in organizations.

A O(A An icon (OCA—Opening Case Application) appears in the margin to indicate
a case application.

Perception

The Nature of Perception

Bias in Perception

How Perception Affects Behavior, Human Relations and Performance
Developing Positive First Impressions

The Primacy Effect and the Four-Minute Barrier

Image Projection

fito-Lay is the undisputed global king of the snack-food indus-
‘ revenues of more than $25 billion and over 135,000
ployees. Frito-Lay is actually owned by PepsiCo, as are Trop-
a and Quaker Oats, which owns Gatorade. PepsiCo brands
‘available in nearly 200 countries and territories. Frito-Lay’s
muission is to become the world’s favorite convenience- and fun-
food company. You have most likely eaten one of Frito-Lay’s
snacks since the company has over 100 products under these,
and other, brand names: Cheetos, Cracker Jack, Doritos, Fritos,
Funyuns, Lay’s, Rold Gold, Ruffles, Smartfood, Sun Chips

2. Work Applications. Throughout each chapter there are approximately 11 questions
(172 total) that require the students to apply the concepts to their own work
experience. Work experience can be present or past, and part-time, summer, or
full-time employment. Work applications require the students to think critically
and bridge the gap between the concepts and their world.

WORK APPLICATIONS

2. Give two examples of when your attitudes affected your
performance. One should be a positive effect and the
other a negative one. Be sure to fully explain how the
attitude affected your performace.

3. Give an example of when you lived up to or down to
someone else’s expectations of your performance (the
Pygmalion effect). It could be a parent’s, teacher’s,
coach’s, or boss’s expectation. Be specific.
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3. Application Situations. Each chapter contains two to six boxes, each with 5 to
10 questions (325 total) that require students to apply the concept illustrated
in a specific short example. The questions develop critical thinking skills
through the application process.

APPLICATION SITUATIONS

Channel Selection Select the most appropriate channel for each message.
AS 5-3 A. One-on-one C. Meeting E. Memo G. Report
B. Telephone D. Presentation F. Letter H. Poster

1. The supervisor has to assign a new customer order to Karen and
Ralph.

2. The supervisor is expecting needed material for production this
afternoon. She wants to know if it will arrive on time.

4. Cases—uwith Internet use and cumulative questions. Each chapter has a case study
from a real-world organization. At the end of the case, the organization’s web-
site is given so that students can visit the Web to get updated information on
the case. Instructor’s Manual material provides “How to Research Case Mate-
rial Using the Internet” to help students. Chapters 2 through 15 include cumu-
lative questions. Cumulative questions include concepts from previous chap-
ters. For example, the case for Chapter 11 has five questions related to
Chapter 11, followed by four questions relating concepts from Chapters 4 and
5, 6, 8, and 10. Thus, students continually review and integrate concepts from
earlier chapters.

5. Objective Cases. At the end of each chapter is a short objective case. The unique
feature is the “objective” part, with 10 multiple-choice questions, followed by
one or more open-ended questions. These cases require students to apply the
concepts to people and organizations.

OBJECTIVE CASE

Friedman’s The following conversation takes place between Art Friedman and Bob
Motivation Lussier. In 1970, Art Friedman implemented a new business technique. At
Technique that time the business was called Friedman's Appliances. It employed 15

workers in Oakland, California. Friedman’s is an actual business that uses
the technique you will read about.

BOB: What is the reason for your success in business?
ART: My business technique.
BOB: What is it? How did you implement it?

6. Video Cases. At the end of every chapter, there is an introduction to a video case,
which the instructor shows in class. There are open-ended, critical thinking dis-
cussion questions in the textbook, with possible answers in the Instructor’s
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Manual. The cases require students to think critically as they apply the specific
text concepts to an actual organization shown in the video.

VIDEO CASE 9

Andersen’s Corporate
Problems

(10:30 minutes)

Critical Thinking
Questions:

The video illustrates how unethical use of power essentially destroyed Ander-
sen Corporation and hurt its employees, and the power of the federal gov-
ernment to destroy a business.

1. Was the destruction of Enron documents by an Andersen employee
ethical?

2. Was it ethical for the employees to use power to try to influence the
. . . . .
government and society to let Andersen continue in business?

3. Was it ethical for the government to break up Anderson?

. Internet Exercises. Online at mhhe.com/lussierbe, as well as self-testing and other

features.

. Test Bank Assessment of Applications and Instructor’s Manual. The test bank

includes the work applications from the text as well as multiple-choice ques-
tions, similar to the Application Situations and case questions, to evaluate crit-
ical thinking skills. The Instructor’s Manual includes the recommended
answers for all the application features above, except the opening case, which
is illustrated throughout the chapter text.

Skill Building

1.

Self-Assessment Exercises. Each chapter has between two and five (45 total, an aver-
age of 3 per chapter) self-assessment exercises to enable students to gain personal
knowledge. Some of the exercises are tied to skill-building exercises to enhance
the impact of the self-assessment. All information for completing and scoring, and
self-assessment, is contained within each exercise. A new feature includes deter-
mining a personality profile (in Chapter 3); in all other chapters, students find
out how their personality relates to their use of the chapter concepts.

. Group Skill-Building Exercises. Around 30 percent of the skill-building exercises

focus primarily on small group (2 to 6 members) activities. Thus, breaking into
small groups is required. All group exercises are labeled Bill, as illustrated below.

SKILL-BUILDING EXERCISE 11-1

Team Dynamics Note: This exercise is designed for groups that have met for some time.
In-Class Exercise (Five or more hours are recommended.)

Objectives: To gain a better understanding of the group structure components
and how they affect group performance, and to improve group structure.

SCANS: The SCANS competencies of resources, interpersonal skills, infor-
mation, and, especially, systems, and the foundations of basic skills, thinking
skills in the areas of problem solving and decision making, and personal
qualities, are developed through this exercise.
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3. Role-Play Skill-Building Exercises. Around 10 percent of the skill-building exercises
focus primarily on developing skills through behavior modeling, as discussed
next. Thus, breaking into groups of three and role playing is required.

4. Models, Behavior-Model Videos and Icons, and Skill-Building Exercises. Throughout
the book are 29 models with step-by-step instructions for handling day-to-day
human relations situations. How to use several of the models is illustrated in
the behavior-modeling videos. For example, students read the model in the
book and watch people send messages, give praise, resolve conflicts, handle
complaints, and coach an employee, following the steps in the model. After
viewing the video, students role-play how they would handle these human rela-
tions situations. Students may also give each other feedback on the effective-
ness of their role plays. Videos can also be used as stand-alone activities. The
icon combination in the margin illustrates when the video serves as a behav-
ior model to a Skill-Building (SB) exercise. The SB icon also appears in the
text when the concepts have been presented that enable the skiil-building exer-
cise to be completed. The lecture may stop and skill-building begin in class to
break up the lecture.

5. Behavior Model Videos and Icon. There are one or more behavior model videos
(18 total) for most chapters. Behavior model videos 2 through 18 show people
successfully handling day-to-day human relations situations. Videos can be fol-
lowed by class discussion. Also, many videos are used in conjunction with skill-
building exercises. The video icon appears in the margin of the text, with the
video behavior module number. The first number represents the chapter, and
the second is the number of the video exercise within the chapter, to indi-
cate when the concepts illustrated in the video have been covered. Thus,
instructors may stop lecturing and show the video to break up the lecture.

6. Video Exercise and Icon. The video exercises are designed to illustrate specific
text concepts that the students identify. Each exercise has a place for stu-
dents to write their answers. The video icon indicates that a specific video
module serves as a video exercise. The first number represents the chapter,
and the second is the number of the video exercise within the chapter. Some
of the video exercises can be used as part of a skill-building exercise or sep-
arately, and some are self-contained. Chapters 2, 4, 5, 7, 9, and 12 have video
exercises.

7. Test Bank Assessment of Skill-Building and Instructor’s Manual. The test bank
includes skill building questions to assess skill building. The Instructor’s Man-
ual gives detailed instructions on using all skill-building exercises and answers
to Skill-Building exercises. It also states how students can be tested on the exer-
cises and provides instructions to give to students.

Self-Assessment
Exercise 9-2

Political Behavior

Select the response that best describes your actual or planned use of the following
behavior on the job. Place the number (1 to 5) on the line before each statement.

(5) Usually (4) Frequently (8) Occasionally (2) Seldom (1) Rarely

— 1. I get along with everyone, even those recognized as difficult. I avoid or
delay giving my opinion on controversial issues.
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8. Skill-Building Objectives and SCANS. Each skill-building exercise begins by listing

its objective. The objective is followed by listing the Secretary’s Commission on
Achieving Necessary Skills (SCANS) competencies developed through the
exercise.

SKILL-BUILDING EXERCISE 8-2

Procedure
(12-17 minutes)

Objective: 'To develop your skill at giving praise.

SCANS: The SCANS competencies of information and, especially, inter-
personal skills, and the foundations of basic and thinking skills and, espe-
cially, personal qualities, are developed through this exercise.

Preparation: You will need your prepared praise.

Experience: You will give and receive praise.

Break into groups of five or six. One at a time, give the praise.
1. Explain the situation.

2. Select a group member to receive the praise.

. Individual and Group Skill-Building Exercises. Around 60 percent of the skill-

building exercises focus primarily on individual skill building, most of which
are done outside class as preparation for the exercise. However, inclass work
in groups using the concepts and sharing answers can enhance skill building.
Thus, the instructor has the flexibility to (1) simply have students complete the
preparations outside class and during class, and then go over the answers, giv-
ing concluding remarks and/or leading a class discussion without using any
small group time, or (2) spend group class [.i“lf as directed in the exercise. All
individual and group exercises are labeled I WiN, as illustrated below.

SKILL-BUILDING EXERCISE 13-2

@ our College
Climate
In-Class Exercise

Procedure 1
Tabulate the Class’s
Survey Responses

Objectives: To better understand organizational climate and the climate
at your college.

SCANS: The SCANS competencies of interpersonal skills, information,
and, especially, systems, and the foundations of basic skills and, especially,
thinking skills in the areas of problem solving, and personal qualities, are
developed through this exercise.

Preparation: You should have completed the preparation questionnaire.
Experience: Your class will calculate its climate and discuss it.

Option A: Break up into teams of five or six and tabulate team members’
responses to each of the questions selected by your instructor. Each group
reports its responses to the instructor, who tabulates the total responses
for the entire class. He or she summarizes the results on the board.
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’ Learning Styles  Objectives: To better understand the four learning styles.

VE 2-1

Procedure 1
(10-20 minutes)

‘ BMV-2

Preparation: You should understand the four learning styles.

The instructor shows Video Module 2, Learning Styles. As you view the
meeting, identify the learning style being used by each group member.

Chris ___ A, Accommodator
Bob _____ B. Diverger
Sandy — . C. Converger
Jesse ____ D. Assimilator

Summary of Innovations

* The three-pronged approach to the text: concepts, applications, skills.
¢ The three-pronged test bank: concepts, applications, skills.

* Seven types of applications, clearly marked in the text, for developing critical
thinking skills, including Internet exercises online.

* Six types of skill-building exercises, clearly marked in the text, that truly develop
skills that can be used in ones’ personal and professional lives.

¢ An unsurpassed video package: 18 behavior models and 15 Video Cases (14 new).

* Flexibility—use all or only some of the features; select the ones that work for
you.

Changes to the Sixth Edition

I’'m really excited about the changes to the sixth edition (6€). It’s not just updated;
it’'s even better than its five predecessors. Let’s begin with overall changes, and
then go on to discuss how each chapter has been improved.

* Reorganization. Although still following the levels of organizational behavior, the
6e parts are now based on the competency model of managerial education, .
building from intrapersonal skills in Part I, to interpersonal skills in Part II, to
leadership skills in Parts III and IV. Communications Chapters 4 and 5 have
been reorganized, and conflict has been moved up to Chapter 6, from Chapter
8, to form Part II, Interpersonal Skills. Chapter 13, Organizational Change and
Culture, combines prior Chapter 12 and 14 to better coordinate and update the
material and to provide space for a new chapter.

* New chapter. Chapter 10, Networking and Negotiating, has been added to incor-

porate these two new topics to the text.

Expanded global and e-org comparisons. Thirteen chapters now include a discussion

of how the chapter topics vary globally and in electronic organizations (e-orgs).

There are also more gender comparisons.

Totally updated. There are over 1,350 references, for an average of 90 per chap-
ter, 22 percent more than in the 5e. Of the references, 76 percent are new
and around 90 percent are dated 2000 and later, with earlier references pri-
marily being classics, such as the motivation (Maslow) and leadership (Fiedler)
theories. ’
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* Self-assessment exercises—more and a new type. The total number of self-assessment
exercises has almost doubled, to 45, an average of 3 per chapter, including 11
new traditional-style exercises. The new type begins in Chapter 2, when students
determine their Big Five personality profiles. At the end of Chapters 3 through
15, students assess how their personality affects the concepts from the chapter.

* New skill-building exercises. There are 11 new ones, 22 percent more than in the
5e, 49 total, for an average of 3 per chapter.

® New opening sections. Chapters 2 through 15 now start with a discussion of how
the chapter concepts affect behavior, human relations, and performance to show
the importance of the concepts and the interrelationship between the concepts
in the chapter. In the be, this discussion was spread throughout some of the
chapters.

® Chapter changes, in brief. See the Instructor’s Manual for more detailed discussion
of these changes.

Chapter 1. The chapter has been reorganized. There is a new section explain-
ing how the book is organized. The coverage of the current and future challenges
to HR has been reorganized and updated.

Chapter 2. The discussion of locus of control and emotional intelligence (EI)
has been increased. The discussion of apparel and grooming has been moved to
Chapter 15 with career management.

Chapter 3. Coverage of attribution theory and self-concept, and global differ-
ences in job satisfaction, are expanded. There is a new section on ethics; part of
the ethics coverage is moved from 5e Chapter 9 to 6e Chapter 3 to better reflect
intrapersonal skills in Part I of the book. The coverage of ethics is also changed
and expanded. The Self-Assessment Exercise on ethical behavior has been
expanded to include more and better questions.

Chapter 4. Chapters 4 and 5 have been reorganized for better coverage of com-
munications. The sections on message transmission channels, criticizing others,
and dealing with emotional employees have been moved to Chapter 5. The sec-
tion covering the communication process has been expanded and now includes
the barriers to communication (from Chapter 5). There is new coverage of gen-
der differences and cultural context (high versus low). In the Overcoming Global
Barriers subsection, there is a new list of five guidelines to overcome barriers. The
six response styles have been cut down to five; evaluating and confronting have
been replaced with the advising response style

Chapter 5. The organizational structure section now starts with a list of five ques-
tions and answers on how to design organizational structure. There is also expanded
coverage of the principles of organization and departmentalization. The subsection
on contemporary organization has been completely rewritten and updated and now
includes learning, team, virtual, boundaryless, and e-organizations and a discussion
of how contemporary organizations affect human relations. A writing skills section,
which reviews the basics and has a new Application Situation for correcting punc-
tuation, has been added. Dealing with emotional employees, a section from 5e
Chapter 4, has been expanded to include emotional labor and gender and global
differences in emotions. The section on situational communications is now part of
Skill-Building Exercise 5-5 at the end of the chapter.

Chapter 6. This is 5e Chapter 8 with a revised title to focus on conflict. The cov-
erage of workplace violence has been expanded to include causes of anger and
violence, dealing with your own and others’ anger and emotional control, signs
of potential violence, and organizational and individual prevention of violence,
with two new Work Applications. There are new explanations of the difference
between the avoiding and accommodating and the compromising and collabo-
rating conflict management styles.

Chagpter 7. The Diversity of Global Leadership section has been reorganized and
updated to include specific country differences in leadership and e-organizations



